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Qupur 1.: What Goes Into Intarvlevlni T 

Definition and ftgagft «I Interviewing 

All lnttrrlwini mey b« defined ae a two way conversation for the 
purpose of giving and receiving Information. The specific purpose of Inf r- 
vl awing in m I i K cenf r la to obtain whatever Info rose Loo la necessary 
about the person's problems in order to link bln to the enw inlty provision 
soet relevant to It. 

Feopls who seek Information are not always sure about what they want to 
know, nor are they always sure what la really bothering then. In addition. It 
Is difficult for nany peopls to put their rhoughf Into words and to face their 
problems straight oo. For older peopls particularly, this nay be especially 
difficult, given the nature of some of their problems. This means that if you 
are going to fulfill the purpose of Interviewing In an Information and referral 
(I A g) center for the elderly, it la not enough to know what interviewing Is, 
but also what is Involved In It. What follows will try to deal with Just this 
what Is Involved In interviewing end information-giving in an I it center. 

In addition. It la rec imssniisil that you do sons reading on your own for a 
deeper and fuller understanding of what la eu tailed la Interviewing and in- 
fo rent lon-glvlng, generally. (See Appendix for a list of suggested readings.) 



Undara**^ *** 

St. AU AUfeft 

Basic to good Inf rvlewlng la an understanding of tn*an bohavior. 
This will enable you f tuns in and be sensitive to what people are 
saying and not saying. It^la important to recognise that people are 
silks In very basic ways and different in significant other ways. We 
are all alike In our need for food, clothing, and shelter; our need for 
ER?( ity and security; our need to love end be loved; our need to be cared 



for; our oMd Co b« recognised u persons in our own right; our nssd 
for eslfniscssBi sod our nssd to find sou* w a nin g In life. These are 
DM ds i nmmnn co nil of us. Sow people call t he n cowon hu m needs. 

How We ere All Different 

While ell of us have way of the saw nsedr, we differ from one 

another In the degree or Intensity with which each of us feels these 

needs. For exs^>la, It eay be wore Inportent to sow people to work 

nong people they like t*»Mw it Is for others who consider salary and 

status wore Important. Similarly, It way be wore Important to sow 

older people to live Independently In their own households than It is 

for others who way not object to being cared Tor by their children or 

other relatives, end. In fact, faai so mewh at relieved to be free of 

the responsibility for thalr own cars. In between these extremes, of 

course, there ere ell degrees of shadings, depe n d in g on the person and 

tha situation. This la why each intarviaw la uni qua — no person la 

just tha asms as any othar. 

\ 

Tha Xmgortanca of Faellngs 

Also important to undarstandl’ig hvman behavior la an awarauaas 
gag undars tandlng of tha part that faalings play In each of our llvaa. 
Indaad , If you are r sally obsarvant, you will find char feallng and 
emotion of tan a sun to pradomlnate over reeaon and logic In much of our 
ovary day discourse and activities. We are all much sort likely, for 
exa^>la, to accapt euggastlona or criticisms from soaaona wa like and 
raapact than from aomanna we don*t. Often we will be spontaneously 
attracted to or repulsed by people we hardly know for reasons that may 
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be unknown Co us. This is not Co say chac ChoughC and reason do noc 
counc , or Influence Che way we feel; ofcen s piece of Information or 
new knowledge does help Co change our feelings. Ic Is Co sey , however, 
chac neither we oc»r anyone else can rac locally determine how we should 

feel. We feel Che way we feel. 

Feeling s In Tines of Onset and Change 
Noc only can we noc determine or will our feelings, buc feelings 
chac we are able Co control in normal circumstances can become more 
difficult Co manage during Claes of change and upset. This Is especially 
Important Co remember In interviewing at an I & 1 center. By its very 
nature. It Is designed to serve people In changing or upsetting situations 
people who may be suddenly faced with retirement; entry into a nuraing 
home ; giving up homes they had lived in all their married lives; death 
of a husband, wife, and/or other close relatives and friends. These 
are all significant events In a person's life, and particularly for the 
older person, who may tend to view time backwards in terms of his own 
death, these events may fill him with uncontrollable feelings of fear, 
grief, loneliness, being deserted, and of having "no way out." 

The Mix sL Feelings 

In addition to the significant part th«t feelings play in each 
person's life, it Is Important to remenbar :het feelings ere ^ften 
mixed and not of one kind. This le what la meant when we aey a person 
is ambivalent or conflicted. He feel j one way at one time and another 
way at another time. An older person may say ha wants to be independent _ 
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and yat ba demanding of other people's time, attention, and care. We may 
like a friend and yet not like certain things about him. or like him 
sometimes end not at other times . Most of us know about the close con- 
nection between love and hate and have experienced the pain and happiness 
Involved In relationships that are especially meaningful to us. Similarly, 
we all know what It Is tc want to be recognized for our own individual 
selves personal achievements , and yet still want to be a part of the 

lives of other people and connected to them In some way whether through 
friendships, church groups, professional or social organizations, or other 
kinds of groups and associations. That Is the way It Is with people. 

We often may not know which way we feel. We do and we don't, as the 
saying goes. 

Learning to Know Yourself 

In addition to an understanding of human behavior, another Important 

part of Interviewing la learning to know yourself. This means that 

you must take the time, effort, and pain to observe the way you act and 

feel in an Interview situation. You must become aware of yourself in 
\ 

way l that perhaps you had not done before. How did you react, for 
example, when Mr. M. shouted at you in anger over the phone to say that 
he couldn't get along on his Social Security check? Did your heart 
start to pound , and did you begin to panic and offer apologies and 
excuaes for reasons you were not quite sure about? Or did you quietly 
listen to Mr. M. , understanding his anger, knowing that it was not 
directed at you personally? And then did you try to help him unravel 
his problem to find out how and if the center could help him? 



How do you answer the phone when it rings? Do you sound hurried 
and rushed , even though this is why you are at the center — to answer 
the phone and talk to people? And what do you do when someone comes to 
the office when you are on the phone or maybe writing a report or taking 
care the many other t h i n gs you have to do? Do you let him know by a 
nod of the head, a smile, or some other gesture that you have seen him and 
will be with him in a moment? Or do you let him wait unnoticed until you 
are ready to talk to him? 

How did you respond when Mrs. X didn’t accept the information you 
gave her about other possible living arrangements she could make, after 
listening to her complain for so long and so bitterly about her daughter 
with whom she was now living? Did you become irritated and impatient 
and tell her what you thought would be best for her? What went through 

mind and what did you say when Mr. D told you that the woman with 
whom he had lived for many years, but to whom he was not married, has 
left him and now he needed a housekeeper? Did you accept Mr. D’s state- 
ment as a matter of fact, or did you try to pry further and pass Judg- 
ment about his behavior? It is this kind of looking at yourself that is 
essential to develop the kind of self-discipline, objectivity, and sensi- 
tivity needed for your Job of linking older people to the services they 
need, and also for making people feel comfortable in using the center. 

The Importance of Each Person 

Undergirdlng all interviewing, of course, is a commitment to people 
and to the notion of the dignity, worth, and Importance of each individual 
person. If you are so committed, much of what goes into good interviewing 
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will cone naturally. You will almost intuitively sense that what a 
person tells you about himself is not to be shared with others unless 
he gives you his permission to do so. You will almost intuitively 
respect his right to decide for himself what he wants to do, provided 
he is not harmful to himself or others, which means, of course, that 
you will not impose your views on him. You also will be attentive 
and responsive to what he says and asks and take his feelings into 
account with a smile, a word, a nod, or a pause to let him know that you 
hear his pain, his anger, his grief, his happiness without probit'g 
into his feelings or necessarily dealing with them directly. Personal 
counseling, after all, is not the business of an I & R center. It is 
the I & R center’s business to link people to the services they need, 
not to duplicate the services of other agencies. The important point 
is that if you truly believe people are important and that each person 
is uniquely Important this will coxae through in : 

. the attentiveness with which you listen 
. the sensitivity with which you ask questions 
. ttte respect with which you treat confidences 
. the restraint you use in imposing your views on others 
. the care you take to avoid disappointments and uneasiness 
based on glib and ill-founded statements and promises . 

Conviction about the Importance of each and every person coupled 
with an understanding of human behavior, self-knowledge, and knowledge 
about community resources should go a long way toward helping you 
conduct a good interview and enabling you to link people to services they 
need. 
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I aica la tatarrtavio|, you will probably no tic* 
aaaay and aoavrt of thiwalm, aapaclally at the 
of m interview. Wot only nay aany paopla contacting the 
Mptrlndai atpUflcatt cbaagaa in thalr live* which they 
•rtaala to admit , bat they alao do not know you. Many have 
ttitiit thalr own faa&ly or circle of friends to find 
(4 vbalr problM. Sow nay not b* ure whether they are too 
l«t mU off to be using the canter. And than, of course , 
dial the the idea of using a resource that is labeled "for the 
* Part «»f the ill si imfort is related to the nix of feelings that 
Her. 



M*M» 1MQ Sft ft£S 

Ihie saws that at the beginning of an interview you may have to 
«+* t a caenl durable aaat of tins putting fears and apprehensions to 
«eat If pan are to ba able to gat to the business of providing information 
«e people about services and resources they want or need. In all phases 
,t iM.nli.ui. the ».ratl> of your vole, th. uorde you u»e, end the 
laun.1 you e«my an l^orteet. thU i. Mp.ciU.ly true «t the 

irythlng else has to follow. In some cases, you 



oill probably luue to sap lain ths purpose of the center, what it is set 
to do./Cho It la for. Give the parson a chance to ask questions and 
its* sod give hln tint to collect his thoughts. Do not rush 
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In order to avoid ais understandings , you any also have to clarify 
mK«» the canter cannot do . Xt cannot counsel on personal problene ; 

It cannot provide aedlcal services; it cannot provide financial 
assistance or determine eligibility for it; nor can it provide homemaker 
or t rant porta t ion service. You can go on to further explain what it 
p W T > do — it can provide entry or access to these services and one of 
the merhipi r 1 **"" for doing so is information-giving. Then, perhaps you 
can n pl ain that this is what you are now prepared to do. 

T r> f p mat ion— Giving . A Few General Qongnents. 

Inf ormation-giving is part of the interactional process of 
interviewing * The same general principles apply for information-giving 
as for interviewing. The same personal qualities needed for interviewing 
are also needed for inf ormation— giving . It is all part of the same 
package. Nonetheless, a few general comments about information-giving 
specifically may be useful within the context of the present discussion. 

Knowing Tfrimurh About the Person * s Problem 
Because the purpose of the I & R center is to link the elderly to 
whatever community resources , provisions , services, or facilities they 
need, you will have to know enough about the person’s problem to know 
which of these services is most relevant to it. You already learned in 
conducting the community resource survey that there are a number of 
pro-visions in the community for older people, but that each has its own 
set of rules and objectives under which it operates. This means that 
you must learn enough about the person’s problem to know not only which 
resource is most likely to be of help to him, but under what circumstances . 
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Therefore* when a person calls and says that he cannot make ends 
neat* you will have to help him describe his problem in greater detail 
in order for you to know what provision you should tell him about. 

Does he mean that he cannot pay his rent and goes without food month 
after month* or does he mean that since his retirement he has had to 
cut back on his former standard of living and can no longer afford to 
pay for items such as magazines and organizational membership dues? 

Once you have determined the specific nature of his problem, you may 
want to probe further to see if he is receiving or might be entitled to 
receive a monthly cash payment from any one of a nunber of income- 
granting sources or if he might be interested in post-retirement 
counseling . 

Take another example. When a middle-aged daughter calls to say that 
she can no longer manage the constant care of her bedridden mother and has 
to have help, what is she saying exactly besides conveying the impression 
that she is tired and maybe resentful about being burdened with the care 
of her mother. What kind of help is she thinking about? Is she thinking 
about nursing home care for her mother, visiting nurse services, or home- 
maker services? Indeed, she may not know that these various community 
provisions exist. Or might she want to talk with someone about her feelings 
regarding the responsibility her mother's illness has imposed upon her? 
Information from the resource file will be helpful to her in locating the 
resource best suited to her and her mother's needs, providing you know what 
she is really asking for. 

A Person's Right Not to Tell You Everything 

In attempting to accurately identify the person's problems in order 
to locate the resource most relevant to it, it is always best to accept 
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the person's statement of his problem et face value, even though you 
mmj suspect that he is not telling you the whole story. TO do otherwise 
^ be to Infringe on Ms privacy and right to decide for Masai f what 
be n mt s to tell you In relation to the kind of help he wants . Probing 
Is the province of the agencies, not the I fc R center. 

Knowing the Resource Pile 

Just a word about the resource file In information-giving . The note 
familiar you are with it. the aore efficient you will be In exploring 
with the person what you need to know in order to find the provision or 
provisions most relevant to his problem. This is very Important. The 
other side of the coin, of course, is that it is almost Impossible to 
list or to second guess all the questions that you will need to ask in 
order to provide a given person the information he needs about any given 
resource. The service you provide literally depends on your knowledge 
of community resources and your ability to use the resource file 
efficiently. This cannot be emphasized enough. 

Letting People Tell You in Their Own Way.: Good Listening Pays. Off 

As you gain experience in information-giving, you will find that 
people often will provide information that you need without your having 
to ask for it. They will simply tell you in their own way what you need 
to know with only an occasional question from you to help clarify what 
they are saying. This is where good listening pays off. It saves the 
person who is seeking help from unnecessary questioning and facilitates 
the skill with which you do your job. 



ClgM latoMUon an, 1. ^ ulvnBt to th , p>r>on 

In addition to learning enough about the person's problem to enrtl. 

you to provide hi, with lofon-tl™ .bout . particular co—olty resource. 
It 1. . 1.0 latent to keep In wind th . t ^ lhoilld provld . ^ 

with only that information .bout th. tenure that 1. uaeful „ llvlmt 

to hln. In other word.. If . pe™„ call, with -hat to be . health 

problem. It 1. not neceaeary or even helpful, eft.r exploring th. proble. 

in greeter d,Wl with hi. and then telling hi. .bout a health ci iulc ln 

his neighborhood, to el,o tell hie .bout the difficulties the clinic he 

had with its advisory cored t tee or medical director. All he needs and 

probably wants to know Is where he can go to get the medical attention 

he needs. Additional, Irrelevant Information may only confuse or 

frighten him. If the clinic near his home can provide the service, that 

is all that he needs to know. The rest is Just so much conversation that 
benefits no one. 



Swe People Understand 

Again, as you gain experience in information-giving and interviewing, 
you may sometimes find that you are not getting your point across to the 
person with whom you are talking. This may occur for a number of reasons. 

The Information may be new to him. Some of It may be complicated. He 
may be preoccupied or disturbed about something and not really be listening 
to you. He could easily be hard-of-hearing, yet embarrassed to tell you. 
Perhaps he cannot understand English well or there may be too much noise 
ln the room or static on the phone. Whatever the case, It Is important for 
you to find ways to help the person understand what you are trying to tell him 
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SoMtlaai you may hive to nphrm your words, finding words that 
ring s ball ar haws n s s n i n g to s particular parson. If you s us pact that 
tha parson is hard-of-hearing, you nay harm to taka apaclal pains to 
apsak slowly, distinctly, and dlractly to hla or <nto tha phona. However, 
if tha parson la so hsrd-of— kaaxlAg that you ara to cdHumlcata 

with hla, even aftar t a kin g these aaaauras, you may have to writs or 
print what you want to say to hla In a face-to-faca Interview. If tha 
canter la to fulfill Its mission of linking people to services. It la 
not enough simply to give Information. You su?t be sura that people 
also understand it. 



When People Get Angry 

You should also be able to deal with, anger, frustration, and 
annoyance when you encounter then. These are common reactions which 

you are likely to meet. Often you will not be at fault, but sometimes 

% 

you may be. When you are not at fault. It is Important for you to listen 

to the person to hear what he Is saying. Sometimes he may not have* 

understood what you told hla, or he may hava been mistaken about a 
' \ 

particular agency's policy. Maybe he was rebuffed; perhaps he Is In a 
mood or la always difficult. Whatever the reason, he la unhappy. If 
the error was yours, the only thing you can do Is acknowledge It and 
try to correct It. If the error was his, the only thing you can do Is 
to explain and help him correct his mis take , but In a way that does not 
embarrass or degrade him. If the problem seems to rest with another 
agency, either because of Its policy or the person offering the service, 
you may want to consider twice before taking aides at that particular 



•potnt. You should cor thinly take tbs opportunity to explore tho 
validity of tha Inquirer's anger and complaint. The Important point 
la that you will havs to daal with angar, annoyance, and frustration 
as part of your dally Job. This can ba amotions ly exhausting. You 
should ba prepared to neat such encounters armed with an understanding 
of human behavior and knowledge about how such situations affect you. 
this will help to lessen the strain that these kinds of situations 
impose upon you. 

E n d in g tha Interview 

Lika all Interviews, the Interview In an I & R center cones to an 
end when the purpose of the Interview has been fulfilled for both 
P**ties. This la when you have explored the details of a person's 
problem fully enough to be able to provide him with the information 
he needs about the community provision most relevant to his problem. 
When the purpose of an Interview has been fulfilled, it Is time for 
you to go on to attend to other people. With some older people, this 
may not be easy. A tactful comment to let the person know you were 
happy to be of help, if you were helpful, or If you were not, a similar 
conment Indicating that you were sorry you could not be more helpful, 
should be sufficient to Indicate that the Interview Is over. You will 
find other ways to bring an Interview to a dose as you gain more 
experience. 
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Chapter 2 : Keeping Kecorde 



Completing the Pereonel-Record Card 

Following each interview, complete the personal-record card as 

instructed. The card has been designed to include all components of 

the complete service (see Appendix B) . It should be self-explanatory. 

You will note that in c.ises of simple information-giving, it will not 

be necessary to obtain Identifying information about the person for 

office records. You should routinely note the person's phone number in 

the designated space, however. This should be one of the first questions 

you ask so that you can return his call in case the line is disconnected. 

Then check the subject of the inquiry as specified, and follow it with 

brief descriptive details about the inquiry or problem. For example, 

II the person's problem was financial, a brief detailed description of 

his problem might be that his Old Age Assistance check was late. The 

next item pertains to the resource people the person already ha s or has 

had available to him to help him deal with his problem, such as a doctor, 

lawyer, social worker, realtor, or clergyman. It is very important that 
\ 

this item be checked out when and where it is pertinent in order to 

■» 

avoid duplicated effort and later embarrassment. The next item deals 
with identifying information about the person which may be necessary for 
particular kinds of community services, particularly those offered by 
some private agencies, churches, or some volunteer groups. Again, the 
resource file should give you clues as to what kind of information you 
need to obtain to link the person to the service that can be most helpful 
to him. Also note in the space provided whether a provider of the service 



was found or not found, fully or in part, and what action was taken on the 
case if the additional components of referral, follow-up, and advocacy are 
added to the center's service. If these additional components are added, 
be sure to tag the cards in some visible way, particularly for follow-up, 
so that you have an easy reminder of what you have to do and when you have 
Co do it. This will he discussed later under follow-up procedures. 

Tally Sheet 

After you have completed the personal-record form for each person 
contacting the center on a particular day, tally the daily activity for 
each case on the daily tally sheet provided (see Appendix C) . If a case, 
which is one contact, seems to present two problems, both should be 
included in your count in the appropriate spaces. You will notice that 
the tally sheet provides space for a full week's activity. The tally 
sheet should be filled out In duplicate (or copied) , one to send on to 
the state AoA office for planning purposes. The other should be kept 
in its own file in the I & R center for community reporting. File the 
personal-record cards in their own file drawer alphabetically. Much of 
this record keeping can be done by volunteers once you have shown them 
how to do it. If the center goes on to provide referral and follow-up 
services, the information on these cards will be indispensible to these 
additional services. If the center does not go on to provide referral 
and follow-up services, however, throw the cards away after a month or 
so to make room for newer records. 

Record-keeping is an important part of your job and must be done. 

It can provide later payoffs to older people as state and Federal 
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agencies begin to get a better idea of what resources are available to 
meet the needs of older people and where they are located across the 
country. This is part of the planning function of the I & R service. 
Later as the center network develops more fully, the state and Federal 
Administration on Aging offices may ask you to gather other data impor 
tant to the planning and provision of services for older people. 
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Chapter 4 s Concluaion 

This, In essence, concludes the basic minimum l ink age service of 
->any I & R center. By Itself, information-giving can be very Important. 
It will certainly help make many older people In your community more 
aware of the services and provisions available to them and it can go a 
long way toward making the lives of older people healthier and happier. 
In addition, if records are properly kept, the basic I & R service can 
provide important statistical Information about the kinds of problems 
that older people have, the extent of their occurrence, plus valuable 
Information about the ability of the community to meet these needs. 
This, in fact, is what an I & R center is all about. It is a two- 
way street going from the community to the individual and from the 
individual to the community. It is an access point and an entry way 
to a large and complicated service network that is designed to help 
people in its own cumbersome way. 

In some communities the basic information service of the I & R 
center may seem sufficient ; in others , more may be wanted and expected 
in which case, referral, follow-up, and advocacy can be added one by 
one as you and the center grow in experience and knowledge* In the 
next sections procedures for referral, follow-up, and advoco.'-y will be 
described for those who can and want to add them to the basic work they 
have already begun in providing a linkage between older people and the 
services they need. 
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Appendix A 
SUGGESTED READINGS 



DeSchwelnltz , Elisabeth and DeS chweinlts , Karl, Ihta*yf a«H«»ft Ig 
Social Security. Washington, D.C.: Department of Health, 

Education, and Welfare, 1961, p. 56. 

Garrett, Annette, Interviewing : Its Principles and Methods , New 

York: Family Services Association of America, 1942, 

pp. 7-59. 

Kahn, Alfred, et. al. . Neighborhood In format ion centers t A Study 
and Some Proposals. New York: Columbia University School of 

Social Work, 1966, pp. 108—119. 

Mahoney, Stanley C., The Aft of Helping People Effectively . 

New York: Association Press , 1967, p. 156. 

Towle, Charlotte, Co™**" Human Needs (Rev. Ed.), New York: 
Association of Social Workers, 1965. 
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